
COMMONWEALTH OF KENTUCKY 

REFORE THE PUBLIC SERVICE COMMISSION 

In the Matter ofi 

AT&T COMMUNICATIONS OF THE SOUTH CENTRAL 
STATES. 1NC.r MCI TELECOMMUNICATIONS \ . ~~~~ 

CORPOR~TI~NI SPRTNT COMMUNICATIONS ) 
COMPANY L.P.) AND WORLDCOM, INC., ) 
D/B/A LDDS WORLDCOM ) 

COMPLAINANTS 

V .  

) 
) 

) CASE NO. 95-396 

BELLSOUTH TELECOMMUNICATIONS, INC., D/B/A 
SOUTH CENTRAL BELL TELEPHONE COMPANY 

) 
DEFENDANT ) 

BellSouth Telecommunications, Inc., d/b/a South Central Bell 

Telephone Company (IISouth Central Bell1#) i6 hereby notified that it 

has been named as defendant in a formal complaint filed on 

September 6, 1995, a copy of which is attached hereto. 

Purnuant to 807 KAR 51001, Section 12, south Central Bell is 

HEREBY ORDERED to satisfy the matters complained of or file a 

written annwer to the complaint within 10 days from the date of 

oarvice of this Order. 

should document6 of any kind be filed with the Commission in 

the courne of thie proceeding, the documents shall also be served 

on all partiea of record. 



Done at Frankfort, Kentucky, this 14th day of September, 1995. 

PUBLIC SERVICE COMMISSION 

ATTEST : 

rvt:_U- 
xeCut ve D rector 



COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC BERVICE COMMIBBION 

ATCT CONMUNICATIONB OF THE BOUTH CENTRAL BTATEB, INC.) ) 

COW4UNICATIONB COMPANY L.P.; AND WORLDC INC., d/b/a ) 
MCI TBLECOI(HUN1CATIONB CORPORATION; BPRINT ) 

LDDB WORLDCOM *'''''eo ) 

No ,E 3$ (+. 
Complainant. 

Vm . sEpo6199s ) 

) 
BELLBOUTH TELECOMMUNICATIONS, INC., ) 

D/B/A BOUTH CENTRAL BELL TELEPHONE COMPANY ) 
Daf andant ) - 

AT&T Communications of the South central States, Inc. 

( 8tAThTt1) , MCI Telecommunications Corporation ( "MCI1l) , Sprint 
Communications Company L.P. (88Sprint1t) and WorldCom, Inc., 

d/b/a LDDS WorldCom ("LDDS WorldCom"', collectively referrod 

to herein ns "Petitioners"), hereby file this Joint 

Complaint, pursuant to 807 KAR 5:ooi Section 12, against 

BellSouth Telecommunications, Inc., d/b/a South Central Bell 

Telephone Company ("BellSouth"), with respect to certain - 
anti-competitive methods and procedures adopted by BollSouth 

regarding the implementation of the Commission's December 

29, 1994 intraLATA presubscription order. 

1. The Petitioners are duly authorized providere of 

telecommunications services in the Commonwealth of Kentucky. 

The Petitioners will soon become competitors of BellSouth in 

' LDDS Communication& Inc. (d/b/n LDDSMelromcdin Communications) recently changed i u  
corgornlc nnme to WorldCom. Inc. (d/b/a LDDS WorldCom) and is in the process of notiwng all 
npproprintc ngcncles. 



Kontucky for the provieion of intraLATA presubmcribod toll 

calla. AT&T has a principal officn and glace of buoinesm at 

1200 Poachtroe Stroet, N.E., Atlanta, Georgia 30309. MCI 

ham a prinoipal offioo and plaoe of buminoss at 780 Johnnon 

Forry Road, Suite 700, Atlanta, Georgia 30341. Sprint ham 

a principal offico and placo of buminass at 3100 Cumborland 

Cirolo, Atlanta, Goorgia 30339. LDDB Worldcorn ham a 

prinoipal offico and placo of buminass at 515 East Amlte 

Stroot, Jackson, Minsiseippi 39201. 

2. BollBouth Tolecommunicatione, Inc., is a Georgia 

corporation doing buoinenn in tho Commonwoalth of Kentucky 

undor tho namo of Bouth Central Boll Tolephono Company, with 

ito principal office and place of businoem in Kontucky 

located at 601 Went Chestnut Btreet, Louisville, Kentucky 

40203. Ballsouth io a public utility engaged primarily in 

furninhing local exchange and intraLATA toll telephone 

norvice in tho Commonwoalth of Kentucky. 

3. By order dated Docember 29, 1994, in 

Adminiatrativo C a m  323, the Commission ordered the 

implomontation of intraLATA toll service on a prosubncribed 

basis. On Octobor 22, 1999, certain of Bo118outh's central 

offlcos in Kentucky are scheduled for conversion to 

intraLATA oqual accoeB. 

-.. 

4. For the paet several months, tho Petitionere and 

othor lntoroxchange carriers ("IXCe") have bmen nogotiating 

in good faith with Bellsouth concerning the details of 

implomenting intraLATA praaubscription in Kentucky. Despite 
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the objcctions of the participating IXCo, EallSouth intanda 

to implement certain unreasonable and discriminatory 

practices and procedurea associated with tho implementation 

of intraLATA presubacription. BellSouth intends to leverage 

is position os the monopoly provider of local talaphona 

service to discriminate in favor of its own competitive 

services. If allowed to go into offact, BellSouth@s 

proposed practices and procadurea will impede the 

development of competition, deny customers the right to mako 

a fully informod docinion about thoir choice of intraLATA 

rrervice providers and frustrate the intent of the 

Commission8a Orders of March 29, 1990, May 6, 1991 and 

December 29, 1994 herein. 

5. Specifically, BellSouth proposes to levaraga its 

position as the monopoly provider of local telephone 

service, by adopting certain anti-competitive practicaa, 

including, but not limited to: 

(a) implementing procedures, as set forth in its 
.I 

"IntraLATA Presubscription Customer Contact Information@', a 

copy of which is attached hereto and incorporated by 

reference herein as Exhibit @@All, that will unfairly enable 

it to market it5 intraLATA service to customers who call 

BellSouth to establish new local exchange service or to add 

a line, prior to advising the customer that other choices of 

intraLATA carriers are available. In addition, BollSouth's 

service representative script in Exhibit A at page 2 

inadequately defines the intraLJiTA calling area as calls to 
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"citiaa in nearby communities/locationa* inatoad of limiting 

the doscription to calla 'soutside of the basic local calling 

area.!' Furthormore, BollSouth intends to utiliao cuatomer 

data that it obtains as a result of being the monopoly 

provider of local oxchange sarvice to market its intraIATA 

aorvica to customers who call BallSouth tor other reasons 

(o.g., repair service) and who havo not aalectod BallSouth 

aa their carrier for intraLATA toll calls. 

instances and as an overall tone, Exhibit A mcouragoa 

BellSouth cuetomor aarvico ropreeentatives to make a llsalos 

pitch" on every call with potential or oxieting local 

exchange sarvico customers that they should oelact or retain 

Bellsouth ae their intraLATA carrier. If implemontad, these 

procedures will give Bollsouth an unfair advantage, impede 

othor carrierel ability to compate for intraLATA customers, 

and, theroby, stifle competition; 

In specific 

(b) charging each existing cuotomer a primary 

interexchange carrier (19PIC") change foe to initially select 

an intraLATA carrier othor than BellSouth during 

presubacription. BallSouth also propoeea to charge 

cuetomors separate interLATA and intraLATA PIC change 

charges when the cuetomer aolects an interLATA and intraWITA 

carrier at tho marno time. This procedure will unjustly 

incent euch cuotomore to remain with BellSouth; 

(c) placing on customer bill0 and in tolephone 

directories moeaagoa that mislaad oustomarm into thinking 

that Bellsouth i e  the 'lownerlt of intraLATA toll traffic and 
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that aro inadopunto to inform cumtomora (i) that they hsvo a 

choico of intraLATA toll cnrriors, (ii) which oarriera thoy 

may chooso, and (iii) whon thoy w i l l  incur PIC chango 

chargea; 

(d) baing tho dnfault oarrior for thoao customsro 

who ara either undecided or who chooao tho no PIC option, 

instead of astablishing a procoes that would fairly assign 

these customere to an intraLATA carrior) 

(e) implomanting discriminatory oporator oall 

completion procodurso if tho cuotomor wishem to placo an 

intraLATA oporator tcll call as oppoaod to an interLATA 

operator toll call. BollSouth doeo not intond to inform the 

customer that tho call th0 customor doairom to placa i e  an 

intraLATA toll call and offer tho customer tho choice of 

having the call placad by tho customarts doaignatod 

intraLATA toll carrier, which BollSouth mhould ba roquirad 

to do. These discriminatory procoduros unfairly levaraga 

BellSouthlo provision of local oporator sarvico to maximizo 

BellSouthus intraLATA oporator toll traffic! and 
- 

(f) routing 411, 14-555-1212 or HNPAt555-1212 

directory aseistanco collm to itsolf, complate those calle 

and bill the customer BallSouth~a diroctory aosistanco 

rates. BellSouth ohould be roquirod to direct 1+555-1212 

and HNPAt555-1212 directory asmistance calla to the 

cuatomer'u preeubecribod intraLATA carrisr. Bollsouth 

currently directs FNPAt555-1212 diroctory aaoiatanco call6 

to the c u e t c m ~ r ~ s  prosubecribed intarLATA carrier for 
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completion and billing. If BellSouth is allowed to 

implemont discriminatory directory assistance connmction 

procedures and, potentially, discriminatory call completion 

procodures after conncctlon to directory assistance, 

BellSouth will be able to unfairly leverage the provision of 

directory assistance to market its intraLATA toll services. 

6. As noted in paragraph 5(a) above, BellSouth has 

proposed procedures for new local exchange service customers 

and existing local exchange service customers who wish to 

add a lino at their location. BellSouth has not identified 

the procedures it plans to follow for llmoving customers", 

that is, an existing BellSouth local exchange service 

cuntomor who move6 to another location in BellSouth's local 

exchange territory. These procedures need to be identified 

and approved by the Commission before the intraLATA equal 

access implementation process begins. 

7 .  Despite numerous attempts over the past several 

months by the Petitioners and the other IXCs to negotiate 

with BellSouth for fair, reasonable and nondiscriminatory 

method6 and procedures to effectuate the implementation of 

intraLATA equal access, including the implementation of 

intraLATA equal access of public and semi-public pay 

talaphonee, the negotiations have reached a stalemate on the 

issues set forth in this Joint Complaint. 

- 

8 .  Prior to the negotiations reaching a deadlock with 

respect to the above Issues, including the details of 

implementing intraLATA equal access for public and eemi- 
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public pay telephones, BellSouth filed changes to its Non- 

Traffic sensitive Revenue Requirement and IntraLATA Equal 

Access Cost Recovery Tariff, effective July 1, 1995, that, 

among other things, provides that the owner of public and 

semi-public pay telephones haa the right to select the 

primary carrier for intraLATA toll calls. This provision is 

in direct conflict with the present interLATA 

presubscription method whereby the premises owner selects 

the primary carrier for interLATA long distance calls. 

Sprint, AT&T and MCI filed motiona on June 19, 20 and 2 7 ,  

1995, respectively, to intervene in BellSouth's tariff 

filing which the Commission granted by order dated June 30, 

1995, in Administrative Case 95-285. 

9. The Commission has set a procedural schedule in 

Administrative Case 95-285 for the intervenors to file 

written comments. Because the issues raised in this 

Complaint and in Administrative Case 95-285 arise out of the 

negotiations between BellSouth and the Petitioners and the 

other participating IXC's relating to the practices and 

procedures for implementing intraLATA equal access on fair, 

reasonable and nondiscriminatory basis in accordance with 

the Commission's December 29, 1994 Order in Administrative 

Case 323, it would be administratively efficient for the 

Commission to combine these mattars for consideration and 

decision in the same proceeding. Therefore, Petitioners 

respectfully request that the Commission join this Complaint 

with Administrative Case 95-285 and revise the procedural 

- 



schedule to set theso matters for hearing at tho earlieet 

posaible date. 

WXBEREFORE, basad on the foregoing reasom and given the 

imminent converaion date of BellSouth's central offices for 

the implementation of intraLATA equal access, the 

Patitionara respectfully request the Commisaion combine thia 

Joint Complaint with the BellSouth tariff filing dockat, 

ravise the procedural schedule in Administrative Case 95- 

285, set these mattera for hearing on an expedited basis and 

require BellSouth to implement presubscription practices and 

procedures that are in the best interest of consumers and 

that are nondiscriminatory, fair, just and reasonable to all 

providers of intraLATA toll service. 

8 



Datod this - 6th day of Soptombar , 1995 

Reapeotfully Submitted, 

Erio L. Ioon 
Holland N. MoTyairo, V 

GREENEBAUM DOLL & MCDONALD 
300 Firat National Tower 
Louiaville, Kentucky 40202 

2 0 2 )  589-4200 

%&LL I). h, 
Gene V .  Cokar 
Robin D. Dunaon 

AT&T COMMUNICATIONS OF TUE 
SOUTH CENTRAL STATES, INC. 
1200 Psaohtrae Street, N.E. 
Atlanta, Georgia 30309 
(404) 810-8689 

COUNBPL TO ATP2 COMldUNICATIONB 

INC. 
OF Tnn BouTn CPNTRAL BTATPE, 

--+%&E@- c. Ken Ha 
.- 

MIDDLETON & REUTLINCER 
2500 Brown & Williamaon Tower 
Louiaville, Kentucky 40202 
(502) 584-1135 

Martha McMilli n 
MCI TELECOMMUNICATIONS 
CORPORATION 
780 Johnoon Ferry Road 
Buite 700 
Atlanta, Gaorgia 30342 
(404) 843-6375 

courmaL TO ncr 
T E L ~ C O ~ ~ I C A T I O N B  CORPOR~LTIOM 
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" ' ?&w, 8- 
n Finahor Benjpi 

SPRINT COMMUNICATIONS COMPANY 
L.P. 
3100 Cumberland Cirole 
Atlanta, Georgia 30339 
(404) 859-5145 , 

124 West Todd Stroet 
Frankfort, Kentucky 40601 
(502) 227-7270 

COUNBnL TO BPRINT 
OMPANY L . P . 

Thomas A. 'parshall 

212 Waehington Stree 
Frankfort,-Kentucky 40601 I 
(502) 223-4723 

COUNBEL TO WORLDCOU, INC. 
d/b/a LDDB woRLncou 

.- 

IO 



Rlohmrd I, Robnaon 
8aMB VIP@ PNrldenl 

ENBlOBOBB7 

Juno 16, 1995 

TO : Interccnnmotion Cuotomaro 

8oulh E t 1  
3636 Colonnade Parkway 
Blnlnoham, Alabama 33243 

SUBJECT: 1t IntraWLTA Prmoubscription - Cuntommr Contact0 
In our May 18, 1995 IC Work8hopl wa committed to providm you 
rmviomd information concmrning thm proomdurmo BellSouth would 
usm in customer contacts in tha IntraLRTA Prosubscription 
mnvironmont, ao wall as tho prccmdurmo currontly used in thm 

Enclcomd is a docummnt with ecripts or other mducational 
information for tho various dopartmOntD within BallSouth w i t h  
mmploymas who handle diroct contact with ond usarm for both thm 
IntraLATA and IntorWLTA environments. Tho only changos in the 
IntraWLTA procmdureo discuooad in tho May 18, 19951  workshop aro 
thoso to bo usmd by thm Equal Access servica Cmntmr. Therm havm 

- IntmrLRTA mnvironmont. 

bmmn no other changms to tha IntraLATA procmduroo. 
information will bm covmred again in the IC Workohop ochmdulmd 
for July 2 0 1  1995. 

This 

Plmaom rmfmr any queotions regarding thio oubjmct to your 
BallSouth Account Tmam Reprmsentativo or Michael Hurot at 
205 977-1103 

Sinceroly, 

Enclooure / 
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! 
BELLSOUTH 

INTRALATA PRESUBSCRIPTION 

CUSTOMER CONTACT INFORMATION 

1 )  Customer Operations Units - Consumer Services - Small Business Services - BellSouth Business Systems 
- Public Communications - Interconnection 

2) IPOS 

o Enhanced Service Providers 
o Independent Payphone Providers 
o Equal Access Service Center - Operator Services 

4) Network 



BELLSOUTH 

INTRALATA PRESUBSCRIPTION 

CUSTOMER CONTACT INFORMATION 

CUSTOMER OPERATIONS UNITS 



BELLSOUTH 

CUSTOMER CONTACT INFORMATION 

CUSTOMER OPERATIONS UNITS 

CONSUMER, SMALL BUSINESS, BELLSOUTH BUSINESS SYSTEMS 

NEW CUSTOMER (Meaning N and T orders) - / ( O d ~ ~ ~ ~ f p ~ ~ p  ccc" 
Order of sales negotiation 
1 )  Local and vertical sales (same as today) 
2) IntraLATA 

- 3) InterLATA (same as today) 

Approach on IntraWITA 

- Generic explanation that customer has a choice of carrier to 
- BST also carries those calls - BST offers its services - Ask customer if thoy would like to know the names of the other 

carry calls to nearby communities 

companies who carry these calls 
o If yea - read name8 in random order (including SB/SCB) 
o If no - PIC to BST 

EXISTING CUSTOMERS 

Approach on eneric inquiry 
o Expla ? n customer has choices 
o Explain BST offer8 the service 



COV INTRA Paps 2 '" 
N L T Cuatomer Handling .;;" 

Up Front Statemant (Now curtomar adding a line) 

Mr./Mra. Customer due to recont changes in'tha competitive 
area/environment ou now noed to choore a carrier to carry calla 
you make to + cit x ar in nearby communitioo/locationn. 
Southarn Bell will be happy to continuo to handle our calla for 
you. 
sign up for. 

We offer volume diecount and thare i m  no cal 1 ing plan to 
I also have a lint of other com mien who can carry t h e m  calls. 
Would you like me to road the 1 f n t  to you? 

Use thio table to dotonnino action to take. 

If customer Then you will . . . 
responds . . . 

Y Q S  

No 

Read nameo of 
available carrhra 

Thank customer for 
allowing uo to be 
carrier of choice 

I'm not sure Explain that we will 
carry calla to nearby 
communitier until 
notified of any change 
in cumtomer'r choice. 

What are volume Explain volume 
discounts? diocountn 

A n d -  

anter/nelact choaon 
carrier for order 

~OpUlate/PeleCt EST 
LPIC O f  0377 L LPCA 
of W O "  (bun ofc) 

populatdnelect 85T 
LPIC of 0377 and LPCA - ~ _ _ _  ~ 

of f'(Rato for undocidsd 
and advire no charge 
will apply Lor order 
inrued to der1 nata 

populate/select curtomer'r 
choice of carrisr 

initial PIC ne P action 

*Nearby communities/locationn are defined am calla mad. outdde of the 
local call area. 



COU INTRA Paga 3 

Following aro uoma guidolinan to which we will adharu: 

- Nevar provida information about a particular cnrrioro' 8arvicas 
rater or other information which could influenco curtomar'm choice. - Do not expream prmfsranco Zor ono carriar over anothar. - Do not discuan vertical Barvicar at ram0 time you ara diocuaoing 
in t r aLAT A. 

Lintod below are oxample and non-examplo rituation8. 

EXAMPLE Cuatomer ankr, "Who ha8 the lowant rater?o' SR murt 
sdviea that ho/nhm doer not know thie information. 

NOS-EXAMPLE Cuatomar rsqueutr rate com arimon information. SR 
ataten that tho TV eomarc P a1 mantionad that South Coaot 
wan lots chospor thsn DynamiC8. 

EXAMPLE Cuntomer ankr, lowho do you racommond?'l SR raspondr that 
hehhe can not offer any rocommendstiona. 

NON-EXAMPLE Cuntomcr aoku, IIWho do you uoa?" SR responds, "ATbTii. 

EXAMPLE Now that WB hava fininhad diicuaning your call 

NON-EXAMPLE SR ~ a y a  ltbetta go shoed and chooao your community 

- 

arrangomanta let'n got a tslophona numbar f o r  you. 

carrier whilo you're thinking about your decision on the 
other c a l l i n g  Zaeturer. 



COU INTRA Page 0 

Existing customers can call us or one of the carriers. When the call 
ur we should use the following chart to decide what action to ta-e. K 

I If customer Then you will . . . request is . . . Then . . . 
Goneric 

Keep BST 

Explain to the customer hdshe 
has choice of carriarr. Make a 
salan pitch to the curtomer for 
them to keop BST as their LPIC. 

Review to see if 
NPA NXX already converted. 

If NPA NXX has converted . . . 
................................ 
If NPA NXX has not converted . . 

LPIC for Specific Explain hehha ham choices. 
EX lain BST offers service. Carrier 
Ma e a eales pitch for curtomer 
to keep BST as their carrier. 

R 
For List of 
Carrierr 

Refer customer to ????? 

Insue order with 
selected choice. 

---------------- 
Issue "R" order. 
Change LPCA from 
IIDPII to MBOII ------_--------- 
~ ~ s u e  7 7 7 7 7  

Issue order with 
selected choice. 

xxxxx 



COU INTER Paga 1 

PRESUBSCRIPTION 

CUSTOMER CONTACT SCRIPTS 

CURRENT HORDINQ 

CUSTOMER OPPIWTIONS UNITS 

EQUAL ACCESS DISCLOSURE STATEMENTS 

A. UP-FRONT STATEMENT fRSC/BSC/VPC). 

rSCB/SB will bo handling long dirtanco calla within your calling zone, 
you naad to choonm a Long Dintanco Carrier to handle calla modo to 
placer outridm your SWSCB callln ronr. 

When tho requost in for a F6drral Covarment account, tho contact 
peroonnol nay auk tha following uoationr of tho 
ordar: 
that choico bean madm b oomaono o h 0 7  
indicatar that hdiha w 1 11 be making the choice, then tho contact 
pereonnol rhould continua with tho dlnclonurm itatemant. 

If tho poroon i r  not authorizod to mako the choicer no further 
disclonura i n  necosoary. 

Am noon a i  tho eubocribor indicatoo hehho undorrtandr the up-front 
atatemont and choonoa 4 Carrior, no further dinclosure i r  necasrary. 

I have a lint of companies 
rerving your addrssr, if you'd li  R @I for no to read them to you." 

orron placing the 
Will you ba making a cho P ca of tho Long D B rtnnco Carrier or has 

If tha perron placing tha order 

The aubncriber 10 adviood to contact tho nolocted Carrier to eotaSlirh 
8 billing account. 

Should tho rubscriber indicate ho/oh6 i a  not familiar with Equal Accerr 
or doer not underotand your requost, the following rtatsment i r  givon: 



‘ cou INTER Page a 
DISCLQSU?B STATEMENT (RSC/BSC/VPC1 

”You live in an area where you can choose a Primary Carrier to handle 
and bill calls you make outside your ccrlling zone. 
choose a primary carrier and you want to place I+ or O+ calls outsido 
your area, a special access code will be re uired from the company you 
wish to handle the call. 

o Offer carrier information from COFFI/CARRIER Screen. 

o The subscriber is edvised to contact the Carrier to establish an 

NOTE8 Do not refer customers to U. S. Sprint unless customer reque~tr 
Sprint telephone number. 

If you do not 

The companies ava 7 lable are 0 

account. 

- 
Ba”UNDEC1DED” DISCLOSURE STATEMENT fRSC/BSC/VPC/ONLYL <---- 
When the subscriber is undecided about a Carrier selection and repueats 
to “shop“ for a Carrier, provide the following statement8 

“Mr.Subscriber, since you are not ready to select a Preferred Long 
Dirtance Company, you cannot complete 1+ or O+ call. outride your 
SB/SCB calling area. 
code from the company you want to handle there calla. You will be 
rertricted from reaching a long distance company o erator when dialing 
00- and SB/SCB will no longer provide operator a#s !i stance in reaching a 
long dirtance Carrier for the completion of an interLATA call. 
you must dial lOXXX+O to reach an interLATA operator. 
will be able to complete are! 

It will be necesrary for you to ure an accesr 

Also 
The callr you 

-1+ or O+ calls within SB/SCBfs calling area, 
-Calls to B O O  and 900 numbers 
-Call# to Directory Assistance 
-0 dialed calls to reach SB/SCB’s operator 

The subscriber may contact different Carrierr for rater and/or other 
infonnation’prior to making a PIC choice. 



COU INTER Pags 3 

Tho subscriber is advised to contact the selected Carrier, oncs a 
choics is made to establish and account. 

IMPORTANT1 Advise subocriber that a PIC change charge will not 
apply when a preferred Carrior'is selected. 

NOTE: If a subscriber requests to be connected to an interexchange 
carriar and that interexchange carrier is participating in Operator 
Tranrfsr Service (OTS) SB/SCB's 0 erators can hand o f f  that call. The 
Carrisrs support this service wit E per-call fees. 
Transfer Sarvica Operating Standards for mors information. 

Rsfer to Operator 

C . "NON-QUOTE"DISCL0SURE STATEMENT" 
k'han 8 rubscriber relects a Carrier that is listed on the 
"~on-Quots/Non-Negotiate" screen in COFFI/CARRIER Screen, the following 
disclosure statement should be provided: 

"Mr.Subscribar,(name of IC) is providing a service in your area; 
however, it in a uniqus type servics, (describs service from 
dsscri tion on scraen) and requires you to negotiate the ssrvics with 

The rubrcriber must be advised that another preferred Carrier solaction 
(or PIC NONE) must bo mads in order to process the order for local 
tslephonc oarvice And that a PIC change charge is applicable if the PIC 
ir changed to the "Non-quote" IC later. 
If a mubocribsr placing a ThP order is presently PICed to the non-quote 
IC and the IC is serving the new address, use the following statement: 
"Mr. Subscriber, my records ehow your present Long Distance Co. io 
(name of PIC on record). Do you wish to keep this Carrier am your 
preferred Carrier at your new 

If the subscriber wants to keep the amno PIC, the order should be 
generated with the non-quoted IC. 

NOTE: PIC NONE is not applicable for Public/Semi-Public. 

them d ! rsctly. The Carrier's telephone number is 



COU INTER Page 4 

D. "EQUAL ACCESS - ThF" - DISCLOSURE STATEMENT (Applicable only if 
Carrier Available) 

"Mr. Subscriber, my records show that your present Long Distance 
Company is . Do you wish to keep the same Carrier at 
new address?" 

s m e  

your 

- IF YES: "Please call (Carrier of record) to change your 
address and (if applicable) telephone number." 

"REFER FOR BILLING" - Subscribers selecting a Lon Distance Company 

E. "PIC NONE" - DISCLOSURE STATEMENT (RSC/BSC/VPC ONLY) 
must be advised to contact that company to establ 7 sh a billing account. 

Wien the subscriber does not want a Preferred Long Distance Company, 
provide the following statements 

"Mr. Customer, since you have not selected a preferred Long Distance 
Company, you cannot complete 1+ or O+ calls outside your SB/SCB calling 
area. It will be necessary for you to use an access code from the 
company you want to handle those calls. You will be restricted from 
reaching a Long Distance Company operator when dialing 00 - and SE/SCB 
w i l l  no longer provide operator assistance in reaching a long distance 
Carrier for the completion of an interLATA call. Also, IOU must dial 
lOXXX+o to reach an interLATA operctor. The calls you w 11 be abla to 
complete are: 

o 1+ or O+ within SB/SCB calling area, 
o Calls to 800 or 900 numbers, 
0 Calls to Directory Assistance, 
o 0 dialed calls to reach a SWSCB operator." 

The subscriber is advisedr 

"Should a preferred company be chosen at a later date, you should 
contact the Long Distance Company chosen, to establish an account and 
to submit the subscription order. 
that time. *I 

A PIC change charge is applicable at 
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F. "NDN-NEGOTIATE IC" DISCLOSURE STATEMENT 

When "Non-Negotiate" is reflected on the COFFI/CARRIER Screen, our 
Contact Personnel will quote that IC along with a l l  of the other listed 
Carriera in the normal manner. If a subscriber'requests tho 
"Non-Negotiate" the Contact ?ersonnel must advise the subscrib& that 
thia Carrier ham requested that Southorn Bell/South Centrsl Bell net 
acce t orders f o r  them and that the subscriber should contact the 

repueet for local service, the subscriber must make another Carrier 
aelection or choose the non-?resubscription option. 
changa i a  a plicable to change to the "Non-Negotiate" Carrier 

at a later date. 

Exception: 

Carr P or. 
eelection, ? f the Carrier submits an order on the subscriber'. bahnlf 

Explain to the subscriber that in order to procesa their 
Explain that a PIC 

T6F order, if subscriber already has tho "Non-negotiate' 
Carrier and is moving in the name wire center, the Contact 
Personnel may issue the order using that same IC. 

DISCLOSURE STATEMENT 

"Mr. Subscriber, (name IC) is serving your area but requests that you 
call them directly to discuss service arrangements. Their telephone number is ,I 
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BELLSOUTH 

CUSTOMER CONTACT INFORMFLTION 

IPOS 

PUBLIC COMMMUNICATIONS 

IntraLATA Presubscription Dieclosure Statement 

Southern Bell/South Central Bell will be handling long dirtance calls 
mgde from the Public/Semi-Public telephone located on your premirer 
which are to points within your Southern Bell/South Central Bell 
calling zone. 
handle O+ dialed calls made from the pay telephone to point0 Outride 
your Southern Bell/South Central Bell calling zone. I have a list of 
companies serving your area if you would like m e  to read them to you. 

You will need to choose a long diltanca carrier to 
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PRBSUBSCRIPTION 

CUSTONBR CONTACT SCRIPTS 

INTERLATA ENVIRONMENT DISCLOSURE STATKMRNTS 

CURRENT WORDING 

IPOS 

PUBLIC COMNUNICRTIONS 

EQUAL ACCESS DISCLOSURE STATEMENTS 

UP-FRONT STATEMENT (PUBLIC/SEMI-PUBLIC1 

"You need to choose a Lon 

outside your Southern Bell/South Central Bell calling zone. 
list of companies serving your address if you would like for me to read 
them to you." 

DISCLOSURE STATEMENT (PUBLIC/-SEMI-PUBLICL 

"Your PuSlic/Semi-Public telephone is located in an area where you 
should make a choice of a Long Distance Company to handle O+dialed 
calls made from this telephone to points outride your South Central 
Bcll/Southern Bell calling zone. 
are : 

Distance Company to handle O+ dialed calls 

I have a 
from the Publidsemi-Pub1 1 c telephone on your premises to points 

The companies available 
I 
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N C T Customer Handling 

Up Front Statement (New customer adding a line) 

Nr./Mrs. Cuotomer due to recent changea in the competitive 
area/onvironment ou now need to chooae a carrier to carry calls 
you mako to * cit I: ea i n  nearby communitiee/locations. 

Southarn Ball will bo happy to continue to handle your calls for 
you. 

I also havo a liot of other con aniea who can carry these calls. 
Would you like me to read the 1 !i st to you? 

L I  

U S E  thia table to determine action to take. 

If cuwtonsr Than you will . . . 
respond8 . . . 

Pol 

NO 

Road names of 
available carriers 

Thank cuatomer for 
allowing UI to ba 
carrier of  choice 

I'm not aure Explain that wa will 
carry calls to nearby 
communitier until 
notified o f  any change 
in cuatomor'i choice. 

What are volume Explain volume 
dircounts? dincountw 

And.. . 
enterhelect chosen 
carrier for order 

populate/select BST 
LPIC Of 0377 L LPCA 
of "BOof (bue ofc) 

populate/select BST 
LPIC of 0377 and LPCA 
of "UN" for undecided 
and advise no charge 
will apply for order 
issued to designate 
initial PIC selection 

populate/select customer's 
choice of carrier 

*Nearby communftien/locationo are dafinad as calls made outaide of the 
local call area. 
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FOllOWing are some guidelines w0 must adhore to: 

- Never provide information about a particular carrierr' merv~cemI 
rates or other information which could influence customer's choice, - Do not express preference for on0 carrier ovet another. - Do not dincuss vertical services at name time you are discuming 
intraLATA. 

Listed below 

EYJLMPLE 

NON-EXAMPLE 
-. 

EXAMPLE 

NON-EXAMPLE 

EXAMPLE 

NON-EWPLE 

are example and non-example situationr. 

Customer asks, "Who ham the lowest rater?" SR must 
advise that he/nhe doos not know this information. 

Customer requests rate com arioon information. SR 

was lots cheaper than Dynamic#. 

Customer at~ks, "Who do you secommand?" SR res2ondr that 
he/she can not offer any recommendations. 

Customer asks1 "Who do you urns?" SR responds, "ATLT". 

Now that we havo finished discussing your call 
arrangements let's get a telephone number for you, 

SR says "Let's go ahead and choose you: community 
carrier while you're thinking about your decirion on the 
other calling features. 

states that the TV commerc f a1 mentioned that South coast: 
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Existing customers can call us or one of the carriers. 
us we should use the following chart to decide what action to take. 

When they call 

I If customer 
request is . . . 
Generic 

Keep BST 

Then you will . . . 
Explain to the customer he/she 
has choice of carriers. 

Review to see if 
NPA NXX already converted. 

If NPA NXX has converted . . . 

LPIC for Specific 
Carrier 

For List of 
Carriers 

If  NPA NXX has not converted . . 
Explain he/she has choices. 
Explain B S T  offers service. 

Refer customer to ????? 

Then . . . 
Issue order with 
selected choice. 

Issue "Rn order. 
Change LPCA from 
"DF" to "BO" ---------------- 
Issue ????? 

Issue order with 
selected choice. 

xxxxx 
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PRDSUDSCRIPTION 

CUSTOMER CONTACT SCRIPTS 

INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS 

CURRENT WORDING 

IPOS 

ENRANCED SERVICE PROVIDERS 

The information oxhibitad in the Cuotomer Operations Unit. saction of 
this document bepinning on COLI INTER Page 1 in 8180 used in the ESP 
Center for InterLATA cuntomsr contacts. Pleaso refaronce that section 
of the documont for dotailo, 
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N 6 T Cumtomar Handling 

Up Front Statoment (Now cu8tomor adding a lino) 

Nr*/Mr8* Cuitomor duo to recant changsi in' tho compotitive 
area/onvironmant ou now need to choooo a carrior to carry calla 

Southern Bell will be happy to continuo to handlo your callr for 
you. 
I almo have a limt of other com aniai who can carry thooe call8. 

you mako to * cit 1 om in nssrby communitior/location~. 

Would you l ike me to road the 1 P 8t to you? 
I 

Una thin tablo to dotarmine ~ c t i o n  to tako. 

If cuitomsr Then you will A n d . . .  
rolpOnd8 . . . 

No 

I'm not mure 

Road namar o f  
available carrier8 

Thank customor for 
allowing us to be 
carriar of choico 

Explain that we will 
carry calli to naarby 
communitiei until 
notified of any change 
in cuntomor'm choico. 

What i8 volume Explain voluma 
discount8 

entar/mlact chomn 
carrier f o r  order 

populato/aolact BST 
LPIC of 0511 f LPCA 
of W O t o  (bus ofc) 

LPIC of 0311 and LPCA 
of WWf for undocidod 
and edviro no charpe 
will apply t o r  ordor 

pOpUhto/8olWt EST 

i a m ~ ~ d  to dol i  nato 
initial PIC 19 P action 
populato/~oloct CUItmnOr'O 
choico of carrior 

*Nearby comunitien/loeat~onr are defined a8 calla made outlido of tho 
local call arm. 
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Following are soma guidelines to which we will adhere, - Never provide information about a particular carriera' aerviccla, 
ratea or other infomation which could influence curtomer'a choice. - Do not oxpress preference for one carrier over another. - Do not discuss vertical services at same time you are diacusaing 
intraLATA. 

Listed below 

EXAMPLE 

NON-EXAMPLE - 

EXAMPLE 

NON-EXAMPLE 

EXAMPLE 

NON-EXAMPLE 

are example and non-example situations. 

Customer asks# 'IWho ha8 the lowest rater?" SR must 
advise that he/she does not know this infomation. 

Customer reguests rate com ariaon information. SR 
statea that the TV commerc '1 a1 mentioned that South Coart 
waa lota cheaper than Dynamics. 

Customer asks, "Who do you recommend18* SR responds that 
h d s h e  can not offer any recommendationa. 

Customer asks, "Who do you use?" SR rooponds, "ATLT". 

Now that we have finished dincussing your call 
arrangements let's get a tolephone number for you. 

SR says "Let's go ahead and choose your community 
carrier while you're thinking about your decision on the 
other calling features. 
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When t h e  c a l l  Exis t ing  cuetomera can c a l l  us or one of t h e  c a r r i a r i .  

If customer Then you will . . Then . . I 
repuas t  is . . 
Generic Explain t o  t h e  customer he/rhe 188UO ordar with 

har choice o f  c a r r i e r s .  aa lac tad  choico. 

US we ahould uno t h e  following c h a r t  to decide what a c t i o n  t o  t a  i e. 

Keep BST 

I f  NPA NXX has converted . . . Is8ua #ORH ordar .  
Chanoa LPCA from 
IIDFII -to UggM - 

--------------------__I_________ ---------------- 
If  NPA NXX has not converted . . I88Ua t t ? t t  

LPIC f o r  Spec i f i c  Explain he/ehe ham choicer .  Inaua ordar with 
C a r r i e r  Explain 89T o f f e r s  iervico. BOlOCtOd Ch0ic.n 

For L i a t  o f  Refer cuetomer t o  ????? xxxxx 
C a t r i a r a  
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PRESUBSCRIBTION 

CUSTOMER CONTACT SCRIPTS' 

INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS 

CURRENT WORDING 

IPOS 

INDEPENDENT PAYPEOWB PROVIDERS 

The information exhibited in the Customer Operations Unitr rection of 
thir document beginning on COU INTER Papa 1 io also used in the IPP 
Center for InterLATA customer contactm. Pleara reference that cection 
of the document for details. 
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Revised Juna 1 ,  1995 
UNAUTHORIZED PIC SCRIPT 

(Draft ) 

Following is the suggested script that will bo used when a customer 
calls in claiming an unauthorized change in their carrier for IntraLRTA 
calls1 

Ropi BellSouth Equal 
how may I help you? 

Cuntomer advises that 

Access Service Centor, thia is Jane Smith, 

he/she is subscribed to Carrier XYZ incorrectly. 

Kep: Mr./Mrs. Customer, I will bo glad to asaiat you. What is your 
name, area code and telephone number? 

Customer responds appropriately. 

(The Rep accesses the customer's record to verify the PIC). 

Rep: Mr./Mrs. Customer I have accessed your record. We ahow that an 
order was placed on your behnlf by XYZ company indicating service 
was negotiated with them to handle your long dietance calla to 
nearby communities insido of the South Csntral/Southern Bell 
Callin area on JPCA DateL. I have some questiona to ask you for 

Ask questions similar to the following: 

clarif 9 cation. 

- Did you request this change? - Have you talked to anyone with XYZ company? - Have you received any correspondence from XYZ company 
concerning a change to your service? 

Customer responde appropriately. 

Rep: 
char e to you. nr./~re. Customer you have two optionr (only if 

you. 

I will be happy to change you back to your previour carrier at no 

Carr 9 er participate0 in Erpdited PIC Switchback) available to 
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Expedited PIC Switchback where applicable 

We can credit the previous PIC chan e charge on your next 
month's bill and bill XYZ company appropr P ately. 

authorization which will take approximately I 1 x to eight weeks. 

authorization, we will mail thio infonnat 1 on to you for 
the PIC change charge and b f 11 X Y Z  corn any appropriately. 

a r r  9 er. 

Or e 
We can initiate an investigation and re ueot proof of 

At the end of this time should X Y Z  compan 

validation. Should you die uta the validity, we will credit you 

do not dispute the validity, we will b 11 you the PIC change 
char e that was waived when we changed you back to your previous 

Customer replies appropriately. 

Rep: Mr./Mre. Customer we will issue an order due today to change you 
back to your previous carrier. 
you with today? 

Customer replies appropriately. 

Repi Thank You for calling BellSouth Equal Access Service Center. 

provide Dome type of 

'1 If you 

Is there anything else I can help 
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Revised June 7, 1995 

UNAUTHORIZED PIC SCRIPT 

Following is the script that is used today when a customer calls in 
claiming an unauthorized change in their carrier for InterLATA calls: 

Repi BellSouth Equal Access Servico Center, this is Jane Smith, 

Customer advises that he/she is subscribed to Carrier XYZ incorrectly. 

Rep: Mr./Mrs. Customer, I will be glad to assist you. What is your 

Cistomet responds appropriately. 

(The Rep accesses the customer's record to verify the PIC). 

Rep: Mr./Mrs. Customer I have accessed your record. We show that an 
order wan placed on your behalf by XYZ company indicating service 
was negotiated with them to handle your long distance calls 
outside of the South Central/Southern Bell calling area on (PeA u. I have some questions to ask you for clarification. 

how may I help you? 

name, area code and telephone number? 

Ask questions similar to the following: 

- Did you request this change? - Have you talked to anyone with XYZ company? - Have you received any correspondence from XYZ company 
concerning a change to your service? 

Custpmer responds appropriately. 

Rep: I will be happy to change you back to your previous carrier at no 
char e to you. 

you. 

Mr./Mrs. Customer you have two options (only if 
Csrr 9 er participates in Expedited PIC Switchback) available to 
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Expedited PIC Switchback where apDlicable 

We can credit the revious PIC change charge on your next 
month's bill and b '1 11 XYZ company appropriately. 

authorization which will take approximately 8 '1 x to eight weeks. 

authorization, we will mail this informat x on to you for 
the PIC change charge and b '1 11 XYZ com any appropriately. 
carr 7 er. 

Or - 
We can initiate an investigation and request 

At the end of this time should XYZ compan provide some type of 

validation. Should you dis Ute the validity, we will credit you 

do not dispute the validity, we will b 11 you the PIC change 
char e that was waived when we changed you back to your previous 

roof of 

'1 If you 

- 
Customer replies appropriately. 

Rep: Mr./Urs. Customer we will issue an order due today to change you 
back to your previous carrier. 
you with today? 

Is there anything else I can help 

Customer replies appropriately. 

Rep: Thank You for calling BellSouth Equal Access Service Center. 
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CUSTONER CONTACT SCRIPTS 

INTRALATA ENVIRONNENT 

OTS CALL EXAHPLXS 

CALL 4 
0-Coin/NCN/Cellular 

CUST: "I want to make a call, connect me to X X X  (a 

Operator transfsrr the call to the repueated carrier and doms not 
acreen to determine if the call i a  an intraLATA call. 

participating OTS carrier). 

- 

0- 

CUST: "I want to place a call to (Columbus, CA).'$ 

OPER; "What is the number, please?" 

CUST: (Providen number to an intraLATA point) 

Operator complete8 the call. 

CALL6 
0- 

CUST: '~Operntor, I want to place a conference call." 

OPER: "I'm sorryr you will need to call the conference 

CUST: "OK, thanks. 'I 

provider of your choice." 
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W L  16 
0- 

CUST a "What is XXX'S (IC) accesa code?" (Carrier mubecriber to 

OPER t "1'11 be glad to transfer you to XXX. Juat one moment." 

Operator transfers to requested carrier. 

OTS.) 

CALL 15 
0- 

CUST: "What in carrier 888's accasn code?" (Carrier doe0 not: 

OPER: t 8 1 * m  sorry I do not have that information. Pleama 

subscribe to OTS.) 

contact BBB'o customer service number for that 
information. 'I 

CUSTt "OK, thanks. 'I 

- 

CALL 16 
O+ 

CUST: "This is a collect call, my name is Sueie." 

OPERs "Thank you. '' 
0 orator processes the collect call as usual .  The number ringa 5 - 6 
OPERt "There is no answer. Pleame try your call later." 

CUST t "Try another number for me. It'# in New York." 
OPER: 

CUST: Y Y Y .  'I (Carrier subscriber to OTS. ) 

Operator erases the first intraLATA number and connsctm tho curtomor to 
the requested carrier. 

t 'i mea. 

"I'm sorry, that is not a Southern Bell call. 
carrier would you like to use?" 

Which 
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CALL 18 
0- 

CUSTI "1 reached a wrong number calling XXX XXX XXXX(an 

OPER I 

intraLATA point). 

"I'm sorry you had trouble. 

1 ike to redial your call?" 

Can you give me credit?" 

I'll give you credit if 
our call was placed through Southern Ball. Would you 

CUST: " Y O S  , thanks. 'I 
If the cuatomar indicates the call waa placed by an OTS partici ating 
carrier, offer to transfer to the carrier. 
the call wan placed by a non-participating OTS carrier, refer to the 
carrier's - customer service number. 

If the customor ind 'I caten 

CALL 19 
0- COIN 

CUSTl "I reached a wrong number calling XXX XXX XXXX(an 
intraLATA call) and the telephone kept my money.tt 

OPER: "I'm sorry you had trouble. What company proceased your 
call?" 

CUST: "Southern Bell." 

OPER: "Thank you, I'll give you credit and reconnect your 
call. " 

Operator gives equivalent service (one minute credit) and places the 
call. 

If the customer indicates tho call was placed by an OTS partici ating 
carrier, offer to transfer to the carrier. If the customer ind P cates 
tho call was placed by non-participating OTS carrier, refer to the 
carrier's customer service number. 

If the customer does not know what company placed the call, the 
operator rhould provide one minute credit for the initial period and 
procerr the call. The customer will be advised that Southern Bell io 
providing this service. 
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PRBSUBSCHIPTION 

CUSTOHER CONTACT SCRIPTS 

INTBRLATA ENVIRONMENT DISCLOSURE STATEHENTS 

CURRENT WORDING 

OPERATOR SERVICES 

OTS CALL EXAMPLES 

CALL 1 (0-COIN] 

OXER: "Southern Bell, may I help you?" 

CUST: "I reached a wrong number calling 2120897-4783 and the phone did 
not return my money." (If number is keyed IC will display.) 

OPER: "I'm sorry, that ia not a Southern Bell call. I will transfer 
you to an operator who can assist you.qQ 

Enter IC + 288 + START + POS RLS 
If ATLT does not subscribe to OTS: 

OPER: "I'm morry, that is not B Southern Bell call. 
For sxsistance, please dial 102880.1n 

After customer acknowledgea, press CA CALL and POS RLS. 
Q 

Call 2 (0-1 

OPER: "Southern Bell, may I help YOU?" 

CUST: "I want to place a call to Seattle, Washington." 

OPER: "I'm sorry, that is not a Southern Bell call. 
interexchange Carrier would you like to use?** 

Which 

CUST: "1 would like to use XXX.t8 (Customor selectr 8 non-psrticipating 
IC.) 
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OPERI "I'm sorry, XXX does not articipate in our o orator tranrfsr 
service. 
service number. 'I 

CUSTi "Do you have the nunher'i" 

OPERI "You may obtain the number from Directory Anlirtanca (411) . ' *  

CUST I "Thank you. '' 
OPERI *'You're welcome.'* Press POS RLS. 

Please contact them d '1 rectly by calling t R air cumtomar 

Call 3 (0-EOTEL) 

&PER: "Southern Bell, may I help YOU?" 

CUST: "I want to place a call to 313-643-7234." (If numbar is kayad IC 
will display.) 

OPER: *'I'm sorry, that is not a Southern Bel l  call. Which 
Interexchange Carrier would you like to 

CUSTI "I don't know." 

OPERI "I can connect you to XXX, YYY, or CCC. Which would you preFer?I* 
(Operator must read all participating carriers on the lint.) 

CUST: "Connect me to YYY." 

OPER: "Just a moment, 1'11 connect you." 
Press IC + (IC code) + START + POS RLS. 
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Call 4 (0-COIN) 

oPERc "Southarn Ball, may I holp you?" 

cUST: "I want to make a colloct c a l l ,  connect ma to X X X  (an IC 
carrier). 

OPER: "What Aroa Code and numbar aro you calling?tt 
CUST I " X X X - X X X - X X X X .  I' 

OPER: "Enter X X X - X X X - X X X X  + START. (Call ir IntrnLATA.) 
"Thlm i r  a Southorn B e l l  call. I'll be glad to asoist you. May I have 
your namo ploaoe?" 

CUSTc "Sandy Stono." 

OPER: "Thank you." Complote tho call no usual .  

Call 5 ( 0 - )  

OPER: "Southern B c l l ,  may I help you?1' 

CUST: "HOW much is a call to Now YOrk?" 

OPERc "I'm oorry, that in not n Southern Bell call. Which 
Intaraxchango Carrlor would you like to u ~ e ? ~ ~  

CUSTi " X X X . ' g  (Cuotomer mlcctu participating carrier.) 

OPERc "One moment ploaoe,  I'll be glad to tranofor you." Press IC + 
(IC code) + START POS RLS. 

Call 6 ( 0 - )  

OPER: t'Southern Bell, may I help you?" 

CUST: fpOporator, I want to place a conference call.'t 

OPER; f'I'm oorry, you will noed to call the conforance provider of your 
choice. 'I 

CU5Ts "Thank you." 

OPER; "Youtre Prcar CA CALL and POS RLS. 
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Call 7 (0-Screen 79 Cellular Nobile) 

OPER: "Southern Bell, may I help you?" 

CUST: Vonnoct me to CCC.l' 
(Customer requests a carrier subscribed to OTS.) 
OPER: "What area code and number are you calling?" 

CUST I "XXX-XXX-XXXX I' 

OPER: "Enter XXX-XXX-XXXX + START. (IC dieplaya.) 
"One moment, 1'11 ba glad to transfer you.t1 Preaa IC + (IC code) + 
START + POS RLS. 

Call 8 (Screen Code 88) 

OPER: "Southern B e l l ,  may : help you?" 
CUST: "I reached a wrong number on a call to New Jereey. I depoiited 
51.85 ,  can you return my money?" 

OPERI '*I'm eorry, that is not a southern Ball call. Please check the 
instruction card on the telephone for information concerning how to 
obtain a refund." 

CUSTI "There i s  no instruction card here." 

OPERa I I I ' r n  sorry, please dial "00" for further oasistance.o~ 

CUSTr "Thank you. lo 

OPER: :You're welcome." Pre8s CA CALL and POS RLS. 
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call 9 (0-) 

OPER; "Southarn Ball, may I help you?" 

CUSTI "X'm blind, can you assist me on a call to San Diago, 
California?" 

OPERI "I'm sorry, that is not a Southern Ball call. Which 
Interoxchanqa Carrier would you like to usa?" 

CUST; " Z Z Z "  (Carrior subscribes to OTS.) 

OPER; "One moment, please. I'll be glad to transfer you." Press IC + 
(IC code) + START + POS RLS. 
call 10 (0-) 

OPER; "Southorn Ball, may I help YOU?" 

CUST; "I want to make a collect call to MexicoQt 

OPERI "I'm sorry, that is not a Southern Bell call. Which 
Interexchange Carrier would you like to use?QQ 

CUSTi "I don't know." 

OPERi "I can transfer you to XXX,YYY or CCC. Which do you prefer?" 

CUSTI "Connect me to the choapeat one." 

OPER: "I'm norry, we do not have access to carrier rata information. I 
can trannfor you to X X X , Y Y Y  or CCC. 

CUSTI "Just connect me to the on0 you would use." 

Which do you prefer?" 

OPER; "I'm sorry, it will bo neceaeary for you to select a carrier or 
dial r r O O . i *  

CUSTt "I don't know anything about carricra.fQ 

OPER: "Just one moment, 1'11 connect you to my eupervisor.lQ 

Supervisor Notal 

Advise the customer we do not hove accesa to carrier rate information 
and it will be necessary for hidher to select a carrier. 
customer refuses to uelect a carrier, advioe that you will be unable to 
complete a transfer and refer the customer to Q t O O . "  

If the 
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c a l l  11 (0-Coin Ind) 

OPER: ‘ISouthorn Dall, may I holg YOU?“ 

CUSTi What  do I d i a l  t o  mako a calling card c a l l  t o  London, England?tt 

OPERi I q I ’ r n  norry, t h a t  in n o t  a Southorn Boll c a l l .  Which 
Intaroxchanga Carr lor  would you likn t o  una?o1 

CUSTi olXXX.of  (Car r i a r  nubncribon t o  OTS.) 

OPERi Wne momont, plaane. 1’11 bo glad t o  t r a n a f o r  you.11 

Praor I C  + ( I C  code) + START + PO9 RLS. 
- 

C 8 1 3  12 (0 - )  

OPER: “Oouthorn Dell ,  may I holp  you?” 

CUST: “1 wan cut  o f f  on a call t o  Dallan, Toxao.” 
OPER: l t I ’ m  nor r  , t h a t  i o  n o t  a Southorn B a l l  call. 

CUSTi ~ ~ B B B . l ~  (Car r lo r  dooo not nubncribo t o  O W . )  

OPER: “~lei11n.a call 888’0 cuotornrr norvico numbor f o r  f u r t h e r  
aBnintance. 
CUETI “Thank you.“ 

OPER: t’Youtra welcoma.” Prooo CA CALL and PO9 RLS. 

Which carriar d 1 d you una t o  p lace  your cal l?4t  
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Call 13 (0-) 

OPER: "Southern Bell, may I help you?" 

CUST: q'(Custorner crying, extremely upset.) 

"My child has been hurt and I'm trying to call my husband in 
Washington, DC. Pleatie help me1 Hurryl" 

OPER: "I'm sorry that is not a Southern Bell call. Which carrier would 
you like to u m ? "  

CUST: "I don't care. Thia i e  an emergencyl" 

OPER: (Connect to first IC on list). 
'3 will need to transfer you to another operator and my equipment w i l l  
not allow me to stay on the line. 
have an emergency." 

Please advioe the other operator you 

CUSTI "You're welcome. One moment, please." Press IC + (IC code) + 
START + POS RLS. 

Call 1 4  (0-) 

OPER: "Southern B e l l ,  may I help you?" 

CUST'r "What i s  XXX's (IC) access code?" (Carrier subscribes to OTS.) 

OPER: *'I'll be glad to transfer you to XXX. 

CUST 'r "Thank you. I' 

OPER: "Have a good day." Press IC + (IC code) + START + POS RLS. 

Just one moment.qo 
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Call 15 ( O + )  

OPERt "Southern Bell, may I help you?" 

CUSTt "This is a collect call, my nams is Susie." 

OPER: "Thank you.q4 Enter correct class charge Number rings five- six 
times. 

CUST: "Try another number for me. It's in New Orleans.4* 

OPER: "I'm sorry, that is not a Southern Bell call. Which 
Intersxchange Carrier would you like to use?" 

CUST: 41YYY.44 (carrier subscribes to OTS.) 

OPER: "One moment, please. I'll be glad to transfer you.@' 
Presa CLD + START to erase the intraLATA number. Press IC + (IC code) 
+ START + POS RLS. 

Call 16 (0-) 

OPER: "Southern Bell, may I help you?" 

CUST: "I need Directory Assistance in Dallas, Texas." 

OPER: *'I'm sorry, that is not a Southern Bell call. What carrier would 
you like to use?" 

CUST: q'XXX.*t (Customer selects a nonparticipating carrier.) 

OPER: "I'm sorry, XXX does not participate in our operator transfer 
service. Please call their customer service number for aasistance. 

CUST: "OK. '' 



BELLSOUTH 

INTRALATA PRESUBSCRIPTION 

CUSTOMER CONTACT INFORMATION 

NETWORK 



Background The attached information provides Contact 
Personnel with various Questions and Answarm 
regarding 1+ IntraWlTA Prssubocrigtion 
filings. 
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Description (Ql) My customers have been reading about l+ 
IntraLATA Presubscription in the papers. 
What is it? 

(Al) During the 4th quarter of this year, 
Florida and Kentucky customers will have 
a choice as to who carries their 
IntraLATA long distance calls. 

PIC 

(Q2) Will this become available to all Florida 
and Kentucky customers at the same time? 

(AZ) No, implementation will begin in the 4th 
Quarter of this year and must be 
completed by December 31, 1997. 

(Ql) Does this mean there will be a PIC for 

(Al) Yes, customers will be able to choose 

IntraLATA and for InterLATA. 

their IntraLATA carrier. BellSouth will 
have a PIC code to be used for IntraLATA, 
only. 

(Q2) Will we be able to promote BellSouth to 
our customers? 

( A Z )  This decision has not yet been made. 
Several scenarios are being addressed and 
Contact Personnel will be advimed how to 
handle the two PIC environment in the 
next few months. 



Presubscription IntraWTA 

customer Contact Scripts 

IntrsLATA Environment Wording 

INTRALATA 

CARRIERS/REPAIRS SERVICB INQUIRIES STATEWNTS 

When a request is received From a Carrler/Repair Sorvico paroonnol for Toll 
Restrictions information, the Contact P~roonnol will roviow the oubacribor'r 
records for tho Toll ReBtriction USOC8 and pravido tho following anoworl 
"Yes, the subscriber ham ordered a eervlco for Toll Rootrictionl~ 
OR 
"No,-the subscriber's line ie not Toll Rentricted." 
If the Carrier/Repair aervice askr i f  a line i o  romtrictod for intrsLATA 
service the Contact PerBonnel may uae tho following atetomonti 

"Yes, the subscriber has ordered a servlco that will raatrict IntrrLhTA 
calling. (I 
OR 
"No, the subscriber has not ordered a mervieo that will rootrict intrrLATA 
calling." 
concerning the subecriber's Toll Reetriction nervico, it muot bo ox lainod 
that the Carrier/Repair Service muat contact tho oubocribor for add P tionhl 
information. 

NOTE : 
The Contact Pereonnel must verify thst the Carrior/Ropair Borvico poreonnol 
making the request is the Carrier on the eubncriber'o rocord. 

It the Carrior/Repair Servico roquontn any othor information 

OPTIONAL SERVICES 
FULL DISCLOSURE STATEMENTS ARE REQUIRED IN CONNECTION WITII THE RECOMMENDATION 
OR SALE OF ALL OPTIONAL SERVICES. 

OPTIONAL SERVICES ARE DEFINED AS RNYTHSNQ BEYOND THE ACCESS LINE, 
OTHER APPLICABLE MANDATORY CHARGES. 

WHILE CALLING CARDS HAVE NO MONTHLY RATE OR CONNECTION CHARGE, THEY MUBT BE 

CALC AND 

NEGOTIATED WITH THE CUSTOMER AND THE APPLICABLE POINTS OF FULL DISCLOWRE 
COVERED. 

CONTACT PERSONNEL MUST: 
1 )  Clear1 communicate to customero tho optional naturo of aach optional 
service t x at is recommended ordered. 
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2I Provide a clear d88CriratiOn of aach oDtiona1 rarvica racommandad or 
oiderid. 
3) Provide the rate charged for each optional sawice recommanded or ordered. 
Q I  Hake rure the cuatomer undarrtands that oDtiona1 rervicar arm not reauired 

- . 

to obtain b m i c  telephone sorvica. 
51 Nakm sure the cuatomer underrtandr that oational rervices can ba cancalei 

- - 

-.~ ~ ~ 

. , --. ~ -~ ~ ~-~ ~~ ~~- ~ ~ ~ 

at any timo without a cancellation charge. 
6 )  (SERVICE PLANS ONLY) Advire therm are arclurionr which will ba datailed on 
the first bill. Cover the exclusions i f  rapusatad by the customer. 

*THESE PROCEDURES APPLY IN ADDITION TO ANY REQUIRENENTS MANDATED IN YOUR 
STATE 
tttt. 
There’s a a i m  la solution to meeting these guidalinerr 
- Promire only what you can honestly deliver - 81 straight P orward and totally honest with every custoner 

-. 
OPENING STATBHENT 
Wr. Curtoner, we have a Service Plan which provide8 for our datamining 
whether a tale hone rervica problslp i r  w i t h  your inrida wiring or jacks or 
w i t h  and indiv dual ret. The Service Plan rovider for Southarn Bell/South 
Central Be11 to maintain or repair all inai a talephone wiring anaociated uith 
basic rervicer excluding dama e caurlld by fire, act8 o f  God, riot., act8 of  

8elle8/South Central Bell’r technical atandardr or installation gui eliner. 
Tho Service Plan doer not cover repair of tale The plan i r  
o tional. You may choose to maintain the oursalf. 
for you?” 

CLOSINQ STATEMENT 
“Thank you for subscribing to the Service Plan. 
telephone bill a statement outlining the terms and conditionr of the Service 
Plan. Pleare review the statement and if you a roe to auch t o m a  and 
conditionr, then psy the charge. 
terms and conditionr for the Service Plan.” 

8 P 
8 uar, grorr negligence, willfu s damage, vandalism or w i r e  not meatin 

T E e charge for the plan i r  S- 

Southern 

r3 er the P l a n  

You w i l l  receive on your 

Payment will 9 ndicate your acceptance of the 
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INTERLATA PRESUBSCRIPTION 

NETWORK 

CARRIERS/REPAIRS SERVICE INQUIRIES STATEMENTS 

When a request is received from a Carriar/Repair Service personnel for Toll 
Restrictions information, the Contact Personnel will review the rubscriber's 
records for the Toll Restriction USOC's and provide the following anowert 

"Yes, the subscriber has ordered a service for Toll Restriction" OR W o ,  tho 
subscriber's line is not Toll Restricted." 
If the Carricr/Repair service asks if a line is restricted for interLATA 
service the Contact Personnel may use the following statement: 

"Yes, the subscriber has ordered n service that will restrict interLATA 
calling." OR "NO, the subscriber has n o t  ordered a service that will restrict 
interLATA calling." 
information concerning the subscriber's Toll Restrict B on service, it must be 
explained that the Carrier/Repair Service must contact the subscrimr Lor 
additional information. 

The Contact Personnel must verify that the Carrier/Re air Service 

-. 

If the Carrier/Repair Service re uestr any other 

NOTE : 

personnel making the request is the Carrier on the su g scriber's record. 
OPTIONAL SERVICES 

FULL DISCLOSURE STATEMENTS ARE REQUIRED IN CONNECTION WITH THE RECOMICENDATION 
OR SALE OF ALL OPTIONAL SERVICES. 

OPTIONAL SERVICES ARE DEFINED AS ANYTHING BEYOND THE ACCESS LINE, ChLC AND 
OTHER APPLICABLE MANDATORY CHARGES. 

WHILE CALLING CARDS HAVE NO MONTHLY RATE OR CONNECTION CHARGE, THEY HUST BE 
NEGOTIATED WITH THE CUSTOMER AND THE APPLICABLE POINTS OF FULL DISCLOSURE 
COVERED. 

CONTACT PERSONNEL MUSTl 

1) Clear1 

2) Provided a clear description of each optional service recommended or 
ordered. 

communicate to customers the optional nature of  each optional 
service t E at is recommended ordered. 
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3) Provide the rate charged for each optional service recommended or ordered. 
4) Make sure the customer understands that optional services are not required 
to obtain basic telephone service. 
5 )  Make sure the customer understands that oDtional services can be canceled 
at any tima without a cancellation charge. 
61 lSERVTCE PLANS ONLY! Advise there are exclunionn which will be detailed on ~~ ~~ . ~ ~-~ ~~ ~- - ~ ~ ~ ~ ~ -  
the‘first- bill.^ Cover the exclusions if requested by--the customer. 

*THESE PROCEDURES APPLY IN ADDITION TO ANY REQUIREMENTS MANDATED IN YOUR 
STATE. 

* * * * e  
There's a simple solution to meeting these quidelinesr - Be straightforward and totally honest with every customer - Promise only what you can honestly deliver 

-. 
OPENING STATEMENT 

"Mr. Customer we have a Service Plan which provides for our determining 
whether a tela hone service problem is with your inside wiring or jacks or 
Central Bell to maintain or repair all inside telephone wiring associated with 
basic services excluding dama e caused by fire, acts of God, riots, acts of 
war, gross negligence, willfu!! damage, vandalism or wire not meeting Southern 
Bell's/South Central Bell's technical standards or installation guidelines. 
The Service Plan does not cover repair of telephone equipment. The plan is 
o tional. and jacks yourself. 
T R e charge for the plan is S- a month. 
for you?" 

with and indiv E dual set. The Service Plan provides for Southern Bell/South 

You may choose to maintain the inside wirin 
Would you 1 9 ke me to order the Plan 

CMSXNG S T A T W N T  

"Thank you for subscribing to the Service Plan. 
telephone bill a statement outline the terms and conditions of the Service 
Plan. Please review the statement and i f  

terms and conditions for the Service Plan." 

You will receive on your 

ou agree to such terms and 
conditions, then pay the charge payment wi f: 1 indicate your acceptance of the 


